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Abstract 

Ostrom et al. (2010) identified service directed at improving well-being as a priority 
for service research. In response to this call, we seek to discuss the concept of local-
social service. Local-social service seeks to leverage the proximate tangible and 
intangible resources of an urban environment for realizing service. IT can enable the 
mobilization and integration of such resources, effectively expanding the scope and 
scale of service available. Based on conceptual arguments, we propose design goals 
for IT platforms for local-social service. We review four existing platforms that at 
least partially realize the design goals to identify existing design for IT-enabled local-
social service. Moreover, the analysis reveals gaps in the realizing of design goals, 
which provide opportunities for future research. 
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INTRODUCTION 

Researchers both in service research as well as in information systems research recently 

have started to address issues of quality of life and well-being (Ostrom et al. 2010, Banker et al. 

2013). Ostrom et al. (2010) have identified transformative service research that focuses on 

"creating uplifting changes and improvements in the well-being of both individuals and 

communities" (Ostrom et al. 2010) as a key research priority for coming years. 

Urban contexts are particularly relevant for this research given an increasing (re-) 

urbanization (Schnur and Markus 2010). Moreover, urban contexts face specific challenges for 

well-being, e.g. related to the economic and social situation of inhabitants or their health and 

mobility (Rohr-Zänker and Müller 1998).  

Social support can enhance well-being (Meyer et al. 1998) and is a specific form of 

resource of an individual, available through the individual’s social network (Kaufmann et al. 

1989). Service, as instrumental social support, can help people to cope with the specific 

challenges of urban contexts, for instance poor ad-hoc support in the local support system 

(Meyer et al. 1998), and thus improve well-being by enhancing social interaction, mobility and 

health (Kaufmann et al. 1989). 

Service researchers have long emphasized the critical role of resource integration (Vargo 

and Lusch 2004, Kleinaltenkamp et al. 2012). Service is understood as the integration of 

resources of the actors involved in the co-creation of value (Vargo and Lusch 2004). Variations 

in the resource base also alter the scope and scale of available service. 

At face value, urban contexts provide a fertile ground for service given the abundance of 

human, technological, and infrastructural resources that are typically available in many urban 

areas. Many resources are routinely available through commercial service providers. The 

relatively weaker social ties, however, limit the resources available through non-commercial 

modes, e.g. through voluntary work or informal support in the neighborhood. This affects 

particularly any service that involves the physical presence of the recipient and his or her 

habitation, as is the case for a large proportion of social service directed at the well-being of 

recipients.  

Any success in expanding non-commercial access to resources enlarges the group of 

potential beneficiaries from service and reduces the often strong financial burden of the living 

cost of densely populated urban areas. Luckily, novel forms of mobilizing and accessing 

resources have begun to emerge. Recent societal changes and advances in information 

technology have mobilized such resources for peer-to-peer resource sharing (sharing economy or 

collaborative economy, (Shirky 2008, Sundararajan 2013)). These advances find a particularly 

fertile ground in urban contexts given the abundance of resources in these areas. Such novel 

forms of making resources available have thus the potential to expand significantly the pool of 

resources available for service in urban contexts. 

If advances in information technology and societal changes provide opportunities for 

altering the resource base, there is a substantial opportunity for service innovation in urban 

contexts. We thus seek to explore how information systems can be employed to expand service 

in urban context that "[…] is directed at the well-being of individuals and community" 

(Anderson in Ostrom et al. 2010). 

This paper therefore seeks to contribute to interdisciplinary service research by 

developing the concept of IT-enabled local-social service and advancing design knowledge on 

information systems that enable local-social service. We define local-social service as service 

enacted with the resources of a geographically-bound urban social network. We argue that 
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information systems can expand the resource base available for such a service as well as 

reducing the effort and risk of proposing, agreeing, and delivering such service.  

The main intended contributions of this research-in-progress paper is to propose a 

conceptualization of local-social service based on research in urban communities. Moreover, we 

seek to argue for a first set of design goals for information systems that enable local-social 

service. We assess current IT support for local-social service by reviewing four internet service 

platforms that address some or all of the design goals of IT-supported local-social service. Based 

on this assessment, we outline opportunities for future research. 

 

LOCAL-SOCIAL SERVICE 

The concept of local-social  

We seek to introduce the concept of local-social service. Essential to this concept is the 

notion of local-social. We employ this terminology to denote proximity and social networks in 

urban environments. The given terminology used in research varies across and within different 

disciplines and countries. As such, we decided to introduce a new conceptual term that 

summarizes these divergent areas for the purpose of designing IT-enabled service.  

Urban researchers have studied the role and effects of neighborhoods for a long time. 

“[…] neighborhood is a social and geographic concept, not like the commonly used 

administrative boundaries” (Coulton 2012). It describes a “[…] limited territory within a larger 

urban area where people inhabit dwellings and interact socially” (Shiralipour et al. 2006). Core 

to the concept is the idea of “[…] a geographically proximate locale” (Warren 1981).  

Others use the term community to emphasize the social fabric underlying the interaction 

of people. Yet, the term community has lost spatial connotations, not at least as a result of the 

emergence of virtual communities (Leimeister et al. 2005).  

Thus, European researchers have adopted recently the term "quarter" ("quartier" in 

French/German) for denoting urban neighborhoods and related municipal dimensions. The 

notion of a quarter refers to spatio-social phenomena in urban communities (Schnur 2008) and 

extends the concept of neighborhood by several aspects. Beyond describing fuzzy geographical 

and social boundaries, “quarter” affects structural, physical, economical, political, symbolical 

and historical meaning- and development-dimensions (Schnur 2008). Within this multi-

dimensional challenge, social capital is fundamental for a sustainable development (Schnur and 

Markus 2010). 

Neither the term “quarter” nor the very common terms “neighborhood” or “community” 

are consistently defined (Schnur 2008). Thus, we introduce local-social as unambiguous term 

and seek to facilitate future IS-research in the emergent field of IT-enabled local-social service, 

by providing a first unified working definition: 

 

Local-social service describes service for social support in 
local areas with definable close geographical boundaries  
and develops potential for generating maintaining, and mobilizing  
social capital, tangible and intangible resources  
from non-professional and professional providers  
with the encompassing goal of developing the local area from a 
dweller’s, local economy, and public stakeholder's point of view. 
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Local-social offers versatile resources. We argue that social capital can be used to inform 

IT-enabled local service, especially during the configuration phase. Moreover, we are interested 

in the tangible and intangible resources that a socio-spatial urban context can make available to 

its inhabitants, local economy and municipal stakeholders. 

Rohr-Zänker and Müller (1998) argue that well designed living quarters facilitate local-

social contacts to support social relationships by a communication friendly structure. They are 

fertile ground for neighborhood activities and community work supported by transfer of 

competence and self-determination rights. Self-organization within the community, including role 

assignment, is needed for community work. These voluntary neighborhood relationships cannot 

provide full substitute for primary networks, but can work when organized by third parties 

(Rohr-Zänker and Müller 1998). In the face of the given conditions in urban local-social 

environments, participation of civil society is proposed (Schnur and Markus 2010). 

Local-social capital can enable access to a variety of resources. The actual integration of 

resources often is connected with the perceived burden to owe somebody something. In 

consequence, local-social support usually is limited to small favors or help in emergency 

situations to minimize the perceived burden (Borchers 1997). This perception diminishes for 

middle-aged people – at least from the providing perspective. Their neighborhood contacts are 

diverse and the willingness to help grows with advancing time (Borchers 1997). Hence, middle-

aged and the "young at heart elderly" can be considered as essential part of local-social help 

(Rohr-Zänker and Müller 1998). Age diversity is important for establishing local-social networks 

(Schnur and Markus 2010). 

 

IT-enabled Service in Local-Social Contexts 

 

Service is a process of value co-creation based on resource integration (Vargo and Lusch 

2004, Edvardsson et al. 2010). Local-social service seeks to mobilize and integrate resources of 

the local-social context.  

The local-social context can provide tangible resources, such as public infrastructure, 

buildings, spaces, connectivity, or resources from professional and non-professional service 

providers. In order to utilize tangible resources, location-specific tangible and intangible 

resources are supportive. Social capital of proximate social networks and knowledge about 

location-specific conditions are necessary to initiate service and, moreover, can be used to 

inform service in local-social contexts. 

The use of local-social resources is associated with a number of advantages. The 

integration of local resources improves the efficiency of service that is realized at the location of 

people or objects, e.g. food delivery service, courier service, facility service, or a social service. 

Integrating local tangible resources reduces set-up cost, for example by having short transport 

routes. This becomes even more important when integrating several resources from different 

locations.  

Furthermore, the local-social context exhibits localized social capital and local 

knowledge that can be tapped into for tailoring service to the needs of customers and their 

context. Edvardsson et al. (2010) argue that service realizes value tailored to a specific context 

(value-in-context). The social network of the local-social context and the knowledge embedded 

in this network thus can enhance value-in-context. 

Finally, engaging members of the local-social context in service fosters service-for-

service exchange and can help to build and strengthen the local-social network. Small, 
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neighborly provided services support networking and social cohesion and may support well-

being of their dwellers.  

Orchestration of local-social service systems can be complex. To make it more tangible, 

we present a simple everyday example to illustrate a simple local-social service in the following.  

Imagine, a dweller is missing a certain ingredient for cooking a dinner. Let us call the 

dweller Jane. Jane, however, has restricted mobility, time, and money. In order to get the job 

done fast and convenient, she seeks for a solution in her local-social network. She considers the 

following options:  

1) Call a friend 2) ask a neighbor 3) use IT-support. In the following we will briefly 

discuss the first two options, based on our assumption what is most likely to happen.  

1) Jane calls some friends. Most of them are unavailable for the job because they 

currently do not have the time or are far away. 2) She takes her cane and wanders around in her 

apartment building. After some unopened doors and confused glances, a neighbor takes pity on 

her. She wanders back to her meanwhile burnt roast goose.  

As interim conclusion, we can observe that the first two options are insufficient. A 

supply-demand mismatch and high organizational efforts in combination with unsatisfying 

execution time challenge Jane’s success.  

3) She is using her tablet to place an order. The underlying IT-system identifies grocery 

stores that are preferred by Jane (service data) or – if not available – by people with shared 

interests and standards (social and service data). From the persons who registered for groceries 

delivery, the system identifies those who live near Jane’s apartment building and are currently at 

a preferred grocery store (local data). The registered persons receive a notification on their 

mobile phone and answer whether they want to help or not. After short time, the person bridges 

the distance and arrives at Jane’s home (local). They come into first contact and may interact in 

the future, since the platform files the interaction (social). Jane is delighted to finish her dinner in 

time and the supporting person was happy to help (local-social service). 

Even simple micro-tasks can benefit from IT-support. The mobilization of hitherto 

untapped local-social resources expands the resource base for the efficient realization of 

location-bound service. IT is the key facilitator for orchestration of service initiations and 

forming more complex local-social service systems in a scalable manner. 

IT can facilitate resource mobilization and service-for-service exchange in a local-social 

context, through IT-enabled exploration of proximate value propositions and resources as well as 

of the local social network (Vincent 2007). Furthermore, IT can assist actors to propose, agree 

and realize service (Maglio et al. 2009) as well as help to build trust (Leimeister et al. 2005). 

 

Design goals for IT-Enabled Local-Social Service 

Today’s service platforms mediate between service systems for joint value co-creation. 

Offered services range from simple and pre-defined product delivery to complex and new types 

of service system interaction (Maglio et al. 2009). Based on the previous conceptualization, we 

propose a first set of design goals (DG) for IT platforms that facilitate local-social service. The 

development of our design goals is based on Van Aken’s scheme for technological rules: “If you 

want to achieve Y in situation Z, then something like action X will help,” (Van Aken 2004, 2005 

in Gregor and Jones 2007). Y represents our design goals and Z a motivation for these goals 

based on the local-social service context. We use these design goals to review existing platforms 

in order to identify the current state-of-the art for X in the next section. We expect that the 

current state-of-the-art will show that current solutions (X) provide no or inadequate support for 
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the realization of some of the design goals (Y). This enables us to identify future research 

opportunities. 

 

 Name Motivation 

D
G

 1
 

Spatial 

exploration 

Local-social context exhibits public and private infrastructure and resources (Rohr-Zänker 

and Müller 1998). Therefore, members in the local-social context should be able to explore 
their spatial environment for extending their resource base. 

D
G

 2
 

Social 

exploration 

A communication friendly structure and the exchange of contacts facilitate social 

relationships (Rohr-Zänker and Müller 1998). Therefore, social exploration should be 

supported for extending one’s social network and by that resource base. 

D
G

 3
 Mobilize non-

professional 

service 

There is a readiness in a local-social context to help neighbors with small favors or in 

emergency situations (Borchers 1997). Hence, there is the opportunity to mobilize this 
readiness for small-scaled non-professional service. Third parties may facilitate the 

organization of full-supporting networks (Rohr-Zänker and Müller 1998).  

D
G

 4
 Self-

organization of 

communities 

Neighborhood activities, support of community work, and the transfer of competence and 

self-determination rights are important aspects to support local-social relationships (Rohr-

Zänker and Müller 1998). Therefore self-organization of members of the local-social 

context/communities should be supported. 

D
G

 5
 

Ensure age 

diversity 

Middle-aged and the "young at heart elderly" people are the most stable carrier of local-

social help, whereas with increasing age, the relationship shifts from giving to taking (Rohr-

Zänker and Müller 1998). Therefore, age diversity should be given among participants of 

IT-enabled local-social service. 

D
G

 6
 Establish trust 

supporting 

mechanism 

Trust supporting mechanisms have been identified as necessary components in virtual 

communities (Leimeister et al. 2005). They need to be established for non-professional 

services. 

D
G

 7
 Bridging virtual 

and local 

community 

Neighborhood activities and support of community work are important. Third parties may 

facilitate the organization of full-supporting networks. (Rohr-Zänker and Müller 1998). 

They can bridge the virtual with the local community by communicating and sharing local-

social service activity to bring together local and virtually active people. 

Table 1. Design goals for local-social service 

 

PLATFORM REVIEW FROM AN IT-ENABLED LOCAL-SOCIAL SERVICE 

PERSPECTIVE 

In this section, we compare existing platforms against our identified design goals. Results are 

shown in Fehler! Verweisquelle konnte nicht gefunden werden..We argue there is no platform 

that could reasonably, i.e. economically sustainable, deliver our representative local-social 

service example, as shown in the chapter IT-enabled Service in Local-Social Contexts. 
In this section, we compare existing platforms against our identified design goals. We 

begin our review by exemplary choosing platforms that are undoubtably social and undoubtably 

local: Facebook and Google Maps. Furthermore, we chose two platforms that represent two 

different local service perspectives: Niriu as non-professional/consumer service platform and 

Redbeacon as platform for initiating local professional service. 
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CONCLUSION AND FUTURE RESEARCH 

In this paper, we have proposed the concept of local-social service in response to 

interdisciplinary research challenges identified by Ostrom et al. (2010). We have argued that 

local-social service helps to focus on local resources and proximate social networks to mobilize 

resources for service. Moreover, IT-supported local-social service has the potential to expand the 

scope and scale of service available in local-social contexts. 

Based on our conceptual arguments, we also proposed design goals for IT platforms that 

support local-social service. To identify current designs that realize these goals, we reviewed 

four existing IT platforms that provide at least partial support for these design goals. This review 

shows that the social graph and map representations of geo-located information provide powerful 

designs for local-social exploration and interaction. Specific service platforms also address the 

issue of trust-supporting mechanisms for actors involved in service, e.g. through vetting service 

providers, user ratings and reviews, or service guarantees. Also the platforms seek to bridge the 

local-social and the virtual context, also support here is still in its infancy. Design such as photo 

sharing, check-ins, experience report, or IT-facilitated real-world events provide such support. 

What is missing, however, is strong support for mobilizing local, non-professional 

service or resources for service. While social networking platforms provide generic support for 

interaction and coordination in the social-network we could not identify specific designs 

targeting this issues. Also, we could not find any mechanisms that seek to achieve age diversity. 

Given the different profiles of local-social activity of different age groups, age diversity is also 

closely related to mobilizing resources for local-social service. Thus future research on IT-

enabled local-social service should seek to develop designs that encourage participation across 

age groups in realizing local-social service. Furthermore, the integrated realization of all design 

goals in a single platform is also still missing. Here, existing designs (e.g. social graph, maps) 

could be effectively re-used to build such a platform. 
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